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Claim Amcndmepts 
Thds listing of claims will replace all prior versions and listings of claims in the 
Application. 




1 , (Original) A syst^n for automaticaily prioritizing communications, comprising: 
a contact cent^ confignred to recei^ re said communications; 
a decision en^ne configured to determine a priority code for each of said received 

communications', and 

at least one queue configured to stc re said prioritized communications in order of priority 
code. 

2. (Origmal) The system of claim 1, t irherein said decision engine includes a parser configured 
to analyze cont^t of said received commtbications. 



3. (Original) The system of claim 1| 
and said decision engine includes a parser 



X therein said communications include text communications 
x)nfigured to parse text of said tsKt communications. 



4, (Original) The system of claim 3, -wherein said text commumcations contain natural language 
that is parsed by said parser. 



5. (Original) The system of claim 2, wherein said parser identifies concepts of said received 
communications. 



6. (Original) The system of claim 5, wherein said parser identifies relationships between said 
GODcqrts. 

7. (Original) The system of claim 5, wherein said decision engine compares said concepts with 
priority criteria to detennine said priority codes. 

8. (Original) The system of claim 2, wherew said parser analyzes said received communications 
by idend^ring keywords in said received communications. 
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9. (Origmal) The system of claim 1, wherein said communications are received by said contact 
c^tex via a text-based connnuxdcadon channel. 

10. (Origmal) The system of claim 1 , wherein said commmiications are voice communications 
and said decision engine includes a parser configured to analyze content of said voice 
communications. 

1 1 . (Original) The system of claim If, wherein an agent having a judgment of priority selects 
prioritized communicadons from said queue according to said judgment of priority. 

I 

12. (Original) The system of daim/l 1, furtiher comprising a monitoring module configured to 
monitor communications selected by said agent and to provide said selected communications and 
priority codes of said selected communications as feedback to said decision engine. 

I 

13. (Ori^al) The system of claiin 12, wherein said decision engine utilizes said feedback to 
adjust priority criteria used to detemnne priority of said received communications. 

14. (Original) The system of claim 1, wherein said decision engine includes a parser configured 

to parse said received communicaticrns and a priority module configured to receive parsed 

i • 

communications fixam said parser and determine said priority code fiir each of said parsed 

. . i 
coimnumcations, t 

] 

15. (Ori^al) The system of claim 14, wherein said priority module is a learning system and 

receives feedback fi^m a monitoring module that monitors communications selected from said 

i 

queue by at least one agent. | 

! 
j 

16. (Original) The systMi of claim 14, wherein said priority module is a role-based system that 
determines said priority code according to a set of predetermined rules. 

17. (Original) The system of claim 1, wherein said priority code is determined in accordance 
with priority guidelines established by a user of said system. 

j 
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1 8. (Original) A system for automaticaUy prioritizing tadcs, comprising: 
a contact center configured to receive saip tasks; 

a decision mgine configured to determine a priority code for each of said tasks; and 
at least one queue configured to store said tasks in order of priority code. 

19. (Original) The system of claim 18, wherein said decision engine includes a parser configured 
to analyze content of said tasks. 

20. (Original) The system of claim 1 8, ^herein said decision engine includes a parser configured 
to parse text of said tasks. 



21. (Original) The system of claim 20,|Wherdn said tasks contain natural language that is parsed 
by saidparsCT. 

22- (Original) The system of claim 19, wherein said parser identifies concepts of said tasks. 



23. (Original) The system of claim 22, wherein said parser identifies relationships between said 
concepts. 

24. (Original) The system of claim 22, wherein said decision engine compares said concepts with 

( 

priority criteria to debennine said priority codes. 



25 . (Original) The system of claim 
keywords in said tasks. 



19 y wherein said parser analyzes said tasks by identi^dng 



26. (Origiral) The system of claimj 1 8, wherein said tasks are received by said contact center via 
a text-based communicatioix channel. 

27- (Original) The system of claim 18, wherein said tasks are voice tasks and said decision 
engine includes a parser configured to analyze content of said voice tasks. 
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28- (Origmal) ThjB system of claim 1 8, whetein aa agent having a judgment of priority selects 
tasks fiom said qaeue according to said judgment of priority. 



29. (Original) The system of claim 28, further comprising a monitoring module configured to 
monitor taste selectoi by said agent and to provide said selected tasks and priority codes of said 
selected tasks as feedback to $aid decision engine. 

30. (Original) The system of claim 29, wherein said decision engine utilizes said feedback to 
iadjust priority criteria used to determine priority of said tasks. 

3 1 . (Ori^nal) The system of claim 1 8, \( herein said decision engine includes a parser configured 
to parse said tasks and a priority module coi figured to receive parsed tasks from said parser and 
determine said priority code for each of said tasks. 

32. (Ori^nal) The system of claim 31, vhereiix said priority module is a learning system and 
receives feedback from a monitoring module that monitors tasks selected from said queue by at least 
one ag6inl 



33 . (Original) The system of claim,3 1 , jwherein said priority module is a rule-based system that 
detennines said priority code according to a set of predetermined rules. 



34. (Original) The system of claim 1 8,| 
with priority guidelines estabhshed by a 



user 



35, 



wherein said priority code is detemiined in accordance 
of said system. 



(Original) A method for automatically prioritizing communications, comprising: 
receiving said communications; 

d^ennining a priority code for each of said received communications; and 

storing said prioritized communications in at least one queue accoiding to priority code. 



36. (Original) Hie method of claim 35, 



wh^in the st^ of determining a priority code includes 



analyzing content of said received commm dcations 
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the step of detenniniiig a priorily code includes 





37. (Original) The method of claim 35, wherei^ 
parsing text of said received commimicadoxis. 



38. (Original) The method of claim 37, wherep said text of said received commxmications 
contains natural language. 

39. (Original) Ihe metiiod of claim 36, wherjsin analyzing content of said commnnicaJions 
ijjcludes identifying concepts of said received conmunicalions* 

40. (Original) The method of claim 39, wherein the step of determining said priority code 
includes comparing said conc^ts with priority critma, 

41. (Original) The method of claim 36» wherein analyzing said received conranmications 
includes identifying keywords. 

42. (Ori^nal) The mdhod of claim 35, wherein said communications are received via a text- 
based communication channel. 



43. (Original) The method ofclaim 35, wherein said communications h^^ 

communications and the step of determining a priority code mcludes analyzing content of said voice 



coimnunicati<ms. 



44. (Original) The method of claim 35 jwherein an agent having a judgment of priority selects 
communications from said queue according to said jxidgment of priority. 



45. (Original) The method of claim 44, further comprising the step of monitoring 
communications selected by said agmt aJd utilizing said selected communications and priority 



codes of said selected communications as 



feedback; 



{00l0l432vl)6 



PA6E12I30'RCVDAT1/29M 12:39:13PM [Easteni Standard rimel'SVRiU^^^ 



JPIN.29.2004 10:41ftM CPIRR & FERRELL LLP NO. 994 P. 13 



46. (Original) The mefhod of claim 45» wherabi utilizing said selected communications and said 
priority codes inchides adjusting priority criteria used to deteimine priorities of said 
commiimcations. 



47. (Original) The metbod of claim 43, finther comprising the step of converting said voice 

48. (Original) The method of claim 43, wherein analyzing content of said voice communications 
includes idmtifying emotional content 



49. (CanoeUed) 

50. (Cancelled) 

51* (Previously presented) The system of claim I wherein the decision engine is enable of 
learning new priority criteria based on a relative importance of communications leamed from an 
order in whidbi an agent selected oommuniiations. 



52. (Previously presented) The system of claim 1 wherdn the priority codes are detemiined 
according to rules for prioritizing communications, 



53. (Previously presented) The systsm of claim 1 wherein the priority codes are assigned to 
cozmnuoicatioiis without an assigned priority. 



54. (Previously presented) The system of claim 18 wherein the decision engine is capable of 
learning new priority criteria based on a relative importance of tasks leamed from an ord^ in 
which an agent selected tasks, 



55. (Previously presented) The system of claim 1 8 wherein the priority codes are determined 
according to roles for prioritizmg tasks. 
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56. OPreviously presented) The system of cl iim 18 wherem the priority codes are assigaed to 
tasks wittiout an assigned priority. 

57. (Previously presented) The method of c laim 35 fiirther comprising leamiiig new priority 
criteria based on a relative importance of comn lunications leamed from an order in which an 
agent selected communication. 

58. (Previously presented) The method of claim 35 wherein the determining is performed 
using rules for prioritizing communications. 

59. (Previously presCTted) The method of claim 35 wherein the priority codes are assigned to 
communications without an assigned priority. 

60-62. (Cancelled) 

63, (Previously presented) A system core prising: 

a contact cent^ configured to receive items, which are communications or tasks; 
a decision engine that 

detemunes a priority code for each of &e items received according to rules 
for prioritizing the item$> 

is enable of determining the priority code for items without an assigned 
priority, and . I 

is capable of learning new rules for prioritizing items based on positive and 
negative feedback related to a relative importance of items based on an order in 
which an agent selected the items; and 
at least one queue configured to store the items in order of the priority code. 



64. (Previously presented) A system comprising: 

a contact center configured to receive items, which are communications or tasks; 
a decision engjne that / 

determines a priority code for each of the items received according to rules 
for prioritizing thJ items, 
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is capable of detennixiing W priority code for items without an assigned 
priority, and 

is capable of leaming nciw rules for prioritizmg items based on a relative 
iji^portaiice of items leani sd fiom an order in which an agent selected the items, 
and 

includes 

a parser and is configured to analyze text, voice, natural language content, 
emotional content, identify keywords, identify concepts, and determine 
relationships between the concepts of the items received; and 
at least one queue configured to store th J items in order of the priority code. 



65. (CancelletQ 



66* (Previously presented) A method comprising: 

receiving items, which are commumcations or tasks that do not have a previously 
assigned priority; 

automatically learning a new priority rule based on an ord^ in which an agent selected 
the items; 

autannatically detOTOining priority codes for Hxe items using the new priority rule; and 
storing the items prioritized in at 1 sast one queue aooorfing to the priority code. 

67, (Previously presmted) A method comprising: 

receiving items, which are coimnumcatians or tasks that do not have a previously 

assigned priority, | 
automatically leaming a new priority rule based on an orda: in which an agent selected 

the items; | 
automatically determining priority codes for the items using the new priority rule; 
parsing the items including 

analyzing text contents of items containing text of ibe items, 

analyzing voice contenii of items having voice contents of the items. 
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analyzSng natural language cc nteats of items contaming natural language of the 
items, 

analyzing emotional contents of items having emotional content of the items, 
identifying keywords of itran 3 containing woids of the items, 
identifying concepts of itemsjof the item that contain conc^ts, and 

detemiiniAg relationships between the concepts of items having relationships 

I 

between the concepts of the items; and 
storing the items prioritized in at least one queue according to the priority code. 
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